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Ms Marlene 11. Dorlch 
Office ofrhc Secrerary 
Federal Communications Cnmmi,sdon 
U S  I ? *  Slreei. S W Room TW A125 
Wa\hinpon. UC 20554 

I<c Coinmenls Reearding NPRM in CG Docket Nu 02-278 & CC Dockel No. 92-90, FCC O?-?jO 
Tcleflhone Consumer Prolecrion Acr o l  I V Y  I (TCPA). 47 CFR Pan 63 

Dear Madam Secrelary- 

As 38  independcnr rnanaeemenl c~msult3nl 10  i rndors ih31 prrwlde rook ro make cnntacl ccnlers more 
producurc and ef f icmr .  I lclr 1 had to rcspond In rhc FCC.5 norice as reierenced a b o w  

'l'echnolugy and coii~act center produclivil! has made enurmnub $Irides in the decade since TCPA was 
cnacied I n  general a11 parrie,. businessIorganiz3rion and consumer. have benefited from [he icchoulugy 
diid gredier ai~cnriun ru the cusrnmcr'\ needs and Ihr importance of ihe cusiomer relationship. We  are now 
wiinessing ihe advances I n  iechnulopy p r u 4 1 n g  gre.iler I c v e k  o i  inlormalion and conlaci via Ihe inlernel 
and wirrless de\,ice,. 

U n l u r l u n d y .  wilh increared access some m a l l  segmenl of ihe indusrries have used [he rechnology and 
prnducrivity &dins io abuse wund hiisine,s praclices and con,equently. haw credted a nuisance 10 the 
consumer. I n  a pcrfecl situalwn. ue woiild hope rhe 1rlern3rle1inp and relaied induslrics would police 
rhemselvea. bul as the thous3nds u l  complainri your oti-icc has received indicate. this i s  no1 [he case. 

The use 0 1  prcdiciive ourbound calling. prediclive dialers. has offered relemarkeung companies an 
enurmnus increase in agent producliviry (in thr urder of 3M)B uver manual outbound calling). Far  the 
m051 pari [he increased producfivify has meml grcatcr )rib sarisfaction and increased profilskavings for the 
lelemarkerer and the producvservice i-ompnny. Consider [hat a CSR. cuslomer service represenlalive. now 
can ralk lo a live cusromerdprospecis as much as 50 minutes per hour. whereas in a manual mude they 
werc lucky to gel 15 minures per hour. I do not believe I I  should he [he Cnmmission's ObJecLiVe io 
clirninate this producriviry rool. Furtunarely. (I does nni have IO bc the c a w  

Call Prngresa Detection 

I-his i s  the icrm used *hen refcrring io predlci l te diJlera knowing exacrly rhe s l q e  ut  [he cal l  sequence 
2nd. lrheiher o rnu i  the cnnracr i s  II l ive pwiy ur an a n s w e i ~ n g  machine. sir Lone. or some ixhcr nun-human 
conucl. l ' h r r c  are a number ot rechniques ihJ1 arc uicd io  pe r f i nn  lhla very imporrant !ask: the Proposed 
Rule change describes one such iechniqur as durecilng "noise". l lnder !hi* form of cal l  progress deicciion 
ihcre ih  riwm for error Ihe Hulc chjngc explain\: furrhcrmorc. lhcre i s  signilicdnl delay in [he Carrier's 
ncln,ork Therefore. even i f  ihe cal l  progreba dciection does deicrrninc [he cunraci IS il human being. rhz 
drlay III Iransfcninp the c a l l  through the neluurk5 cause> ihe C S R  to nul hear Ihe firs1 and perhop> several 
"hcllo" irom rhc cusromcr. A, we a l l  haw expsrienced [his i s  very annoying end usudly resulk In an 
abmdnned call because ihc cusicrner placed Ihe receiver "on-hook", Uslng n[her derecrlon techniques. 
rarher than rrying in deieci "noise"can elimln.lic rhe "dead ar"nnnoyance Mosi of [he progressive 
prcdlcll\,e dialer w d o r a  are aware nt 1heSK iechnlques 2nd m i n y  have ddopied lhcse rcchniqucs: 
\'endorb slmply cdnnnl adap! there lcchlques brususe o l i hc i r  iechnolvgy plnrform resrricrionb or choose IO 

InCrc3w [heir P l l ~ t l l S  by no1 i f ive9ing In lurthcr dcvelopmenr of their  producl(s). 
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I t  shuuld be noied that even with techniques that do el1m1n3lc nor hearin? Ihe cusiomer's first "hcllo". boinc 
telemdrketiiig practices ChuoSe io "oucr-dial' . \ .e .  di.dtng more numbers ihan ihey know they havc C S R ' 5  
a \ a i l ~ b l e  t o  handle. This i s  himply a pnor husincss practlce on Ihe part o f the telemarketing manJgement: 
under this pracrice. no technology can climindte this CBUSC of "dead air". 

Transmission of Caller ID 

Afain. Ihe icchndi:y IS available i r )  suppon the rransmlsqio11 otcal ler identilicaiion io the Cubtomers 
Instrument. The c31ricr nztwnthr have the abdity t u  trdnsmii this inforrnai~on 2nd the coniaci center 
Icchni~logy can support rhis requirement. Thc w n t a c t  center irchnology may nced io be upgraded and 
lpwsibly. a l l  vendors have no1 made the tnuesimrni 10 add t h  tealure to ihew icchnologv. Hnwcver. many 
vendors with whom I consult do iiffer ihis leuure a i  pari o l  thelr siandard feaiure SCI 
Wheiher O I ~  no1 !he ielernxkerrng f i rm w3nis io a c l i \ d i e  this capability i s  another mdlier. For instance In a 
dcbi collccliun applicrtron. ihc o r i ~ l n ~ t o r  rn3y no1 udni  the cusiomerS io knou' that they arc calling !hem; 
lhoucver. this mould nor precludc the ,Wl (thc calling number) from bein: displayed a i  the cusromcrs' 
insirumcni. 

National Do Nut Call Lisi 

Wherher or nul this gels consideralion i s  not a icchnology Issue; all contact center lechnology wi l l  
eccomrnodatc this  requirement^ I louever. even tnd3y with siare and DMA Do Not Call Lis ts .  !he contact 
ceniers h a w  3 significant administratinn hurdrn: frankly. 2 natioml list would CUI down on some of th is  
adminirira~ive burden. 
I do no8 agree with enacting 3 narinnil do noi c d 1  list. I lcel ihis wll place a serious resuiciiun on the 
eiircrpriae' who rely on iclemsrkcling as a majrir channel tor their revenue. Furthermore, i f  the above 
rechnology were implsrnenied at rhc wntdc i  crnier & contaci center management used round business 
praciicea. the consumerlrustomer would nor te r l  htslher only remedy was io register on the Do Noi Call 
 list^ Boih the A 1 A  and DMA havc heen vocal about opposing this part o f  the proposed change and I am 
in agreement. Anywhere from IF to 39,  o f  ciur working population. dependme on the beciion o f o u r  
counlry. make thew wage from c imtx l  ceniers; w h y  plxce ihmr employment in  Jeopardy when there are 
tcchnology Jnd mnnagemeni techniqucs [hat w i u l d  shmlndte !he nccd lor this aciion. 

TTC or FCC' 

Frankly. I .im no1 in 3 pmillun io m y  which ~81mmisinn should govern whar portion of this indu5lry. 
However. ii I\ c l e x  rhal the ~nduci r?  does need r e p l a i n n  2nd .IC!( such ah the FTC "Teiemarkctinf Act" 
havc been producriic and. sei ihe iniie lor 2 grexer  Isvel ot'industry sell-pulicing. From my experience, 
the k - l K  has been et l i c i i ve ,  hirwcver. ihc ~ n d u w y  15 v e r y  3 w x e  o l t he  FCC's possible aciintis and frankly, 
your irilcrcst and porcible actinn 15 haring an efieci. I wvould suggest that i h r  F K a n d i n r  [lie FCC lake 
niorcdecisi\,c and visual ~ ~ i i o n  UIIII v i ~ l d ~ o r \  ( i t  ihc current rcyulstionb. Sut-h action wriuld send a strong 
message through oui this induhtry. i would LIV enccuirage ,I greaier lcvel 01 lax credit 3nd or relicf to 
con iac~ center\ ihar upgrade iheir tcchnoiop~ io mrei !he needs u t  their customers and the proposed rule 
changes. 

Miiddm Secirtrry.  ihank you lur your lime and constderarion 

Respcc~lully. 

Douglas W Srnirh 
Principal 


